VIEW POINT

HOW DO Al AND CUSTOMER
SERVIGE AUTOMATION IMPROVE
RESPONSE TIMES AND
CUSTOMER SATISFAGTION?

Abstract

Rapid advancements in the fields of Artificial Intelligence (Al) and
automation are transforming how we do business in the 21st century.
These evolving technologies have a profound impact on numerous
areas and processes across the organisational structure, from product
development and recruitment to marketing and supply chain
management and many more. One of these areas is customer service,
and here, we will explore the incorporation of automation and Al into
customer service processes. We will highlight the benefits of integrating
these technologies, their role in refining customer service and improving
the quality of service provided, and offer examples of how organisations
can use Al and customer service automation to boost efficiency, reduce
costs, and provide responsive and personalised service.
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In today’s digital age, customers have

become increasingly discerning and expect
immediate, personalised support. The only
way for businesses to exceed or even meet
these high expectations is to incorporate
cutting-edge technology like automation

Deploying Al in customer service

Alin customer service delivers quick and
valuable customer experiences that are
tailored to individual needs. Al-driven
customer support processes enable
automation and optimise service workflow,
leading to significant time and cost
savings.

The incorporation of Al in customer service
has the potential to streamline client
interactions, boost efficiency at support
centres, and offer personalised experiences
based on each customer’s unique
requirements. According to a McKinsey
study, digitalising the customer experience
has the potential to cut expenses by up to
40 per cent while also boosting customer
satisfaction and conversion rates by up to
20 per cent.
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and Al into customer service processes
and workflows. In doing so, customer
service teams can provide timely and
efficient support, ensuring that customer
demands are addressed rapidly and
accurately. Modernising customer service

It's no surprise, then, that leading
businesses are rushing to modernise

their customer support processes using

Al for customer feedback analysis and
other systems that enhance customer
experience. Let’s take a closer look at
some of the ways in which Al is enhancing
customer service.

Increased productivity and efficiency

Al-powered tools can assist customer
service teams, reducing their workload by
offering customers on-demand automated
support for issues that don't require the
involvement of a human agent. Al-
enabled customer service solutions can
also offer agents insights and guidance
when dealing with more complex tasks,
equipping them with the tools needed to

not only boosts customer satisfaction but
also drives growth and helps businesses
stay relevant and competitive in a rapidly
evolving landscape.

serve customers promptly.
Lower operating costs

Al-driven customer support solutions can
automate routine, time-consuming, and
repetitive tasks to streamline interactions,
ensure the appropriate use of resources,
and boost the overall efficiency of
customer contact centres and service
teams.

Tailored customer interactions

Al models developed for customer
feedback analysis can use customer
insights to offer personalised solutions
based on their specific needs. This kind

of predictive personalisation enriches the
customer experience and boosts customer
loyalty.
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Revenue generation

Integrating Al into a business’s backend
systems, like CRM or e-commerce
platforms, gives the support centre the
ability to promote upsells and cross-sells
during customer interactions. The system
can analyse a customer’s purchase history
and then suggest relevant products
based on its findings, generating revenue
during a customer support interaction.
Additionally, Al can send targeted
notifications to customers based on their
preferences or past encounters.

Seamless omnichannel customer

experiences

Customers may reach out via various

channels, such as phone, email, chat, or

oven social media. By stringing together
all customer interactions across all
touchpoints and channels, Al is capable
of consistently serving up seamless
experiences that are tailored for each

customer.
Streamlined operations

Al can analyse customer emails, calls

and chat conversations to determine
which customer service inquiries can be
handled by customer service automation
solutions and which are complex enough
to require a human agent, resulting in
streamlined and optimised customer
support operations. These systems can also
highlight opportunities for organisations
to further refine their customer support

operations by revealing patterns and
recurring issues that may be easy for
human agents to miss.

Enhanced data security

Modern businesses gather and store
large amounts of customer data on their
servers or in the cloud and cannot allow
this data to fall into the wrong hands. Al-
driven customer support solutions keep
customer data secure by complying with
cutting-edge data protection and privacy
standards.

How can businesses incorporate Al into customer service?

There are many ways in which businesses
can adopt Al-driven customer support
solutions. This section highlights some

of the most popular applications of Al in

customer service.
Al customer service agents

Al customer service agents are an
evolution of Al-powered bots that leverage
Al, Natural Language Processing (NLP), and
Al for customer feedback analysis and are
trained using real-world customer support
interactions. This enables them to decipher
unclear or complicated queries, manage

the interaction from start to end, and
offer customers appropriate resolutions,
all without any human interference. Not
only are Al agents capable of automatically
handling a wide variety of customer
issues, but they also allow human teams
to concentrate exclusively on extremely
complex issues and requests. Al customer
service agents also ensure that customer
support is easily accessible around the
clock.

Automate workflows

Automated workflows translate to

quicker responses to customer queries
and more efficiency for support agents.
Al-driven customer support solutions offer
intelligent routing that forwards customer
queries and requests to the appropriate
agent or team member based on things
like intent, language, or requests. Al can
also improve response times by analysing
a customer’s query or ticket, suggesting
appropriate automated responses, and
summarising past customer interactions
across all channels to bring agents up to
speed at a moment’s notice.
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Manage employee shifts

Al-driven workforce management
solutions can automatically coordinate
duty schedules of customer service team
members accurately and efficiently by
forecasting staffing requirements for
different times of the year or even the day
based on the analysis of historical data.
Optimising staffing levels in this manner
not only cuts costs but also enhances
customer satisfaction levels by cutting

down wait times.

Streamline call centre processes

Al-based call centre management systems
can streamline call centre processes in
several ways. These include automatically
creating detailed summaries of each call to
reduce the time agents spend on wrapping
up interactions, effortlessly transcribing
lengthy calls for review or training, and
using voice analysis software to identify
churn-prone customers.

Improve self-service solutions

The use of NLP to interpret customer
questions and provide relevant support or
information has made Al-driven self-service
tools like FAQs and knowledge bases a

lot more versatile and user-friendly. A
customer may reach out with a query or a
grievance, and the system can guide them
to an appropriate solution without the
need for human intervention.

End note

The only way for organisations to stay
relevant and competitive in today’s highly
dynamic business environment is to take
advantage of modern technology and

adopt digital solutions wherever feasible.
By leveraging Al-driven customer support
tools, businesses can boost productivity
and efficiency, reduce costs, and keep

For more information, contact infosysbpm@infosys.com

customers happy by providing fast,
responsive, accessible, and personalised
customer support on demand.
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